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(57) Abstract: 

PURPOSE: A method for constructing call center using instant 
messenger is provided to enable a user to receive a reply 
promptly by rendering an instant messenger to communicate to 
both directions. 

CONSTITUTION: A person in charge of marketing(510) inputs a 
message to be transmitted to a client, and sends a condition for 
searching a client to be received the message to a client 
management server(520)(A01). A server(520) searches a client 
DB(530) and obtains client information met to the condition 
(A02). The read client information is converted a packet met to 

a communicating protocol in the server(520), sends to an IM Comm. server(470)(A03). A server checks a 
message receiving address of a client, searches a proper type(l-N) agency for transmitting data, and sends a 
message through the agency. The agency sends a message to the clients using the same IM client using the ID 
registrated the corresponding IM client(A05). If the client received the message sens a reply for requesting 
information, the client can counsel. The server receives the reply for the counselling and sends to an exchanger 
(550)(A06). The exchanger(550) examines a counselor(A07) and sens a reply to the counselor(A08). 
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£J Sir- 



(54) £1^^- Dll^l^S Ol-g-^h S-SIbI t 1 ^ 



m Za^ oil (instant Messanger: ,M) «0| ^pjo £ DI|A|X|» 3 « » °J f,^ 



IM a-SIEKCall center), ^MZl °Wi CRM 

c 1 ^ jj Fram eworkotl ?Ht3£ 
S 2-b- IT Framework^! g-Sh 

s. 3^ s ^-^chi -it> s*s&|2| n^^L 

El 4^ & CHI S^^^l ^"^^ 

£ 6^ S CHI Cil 0 1 E-| 

* oto| oil q{ s- -a s 

IM : instant Message, Instant Messanger 

IM Comm. Server : Instant Messanger Communication Server 

CRM : Customer Relationship Management 

IT : Information Technology 

DM : Direct Mail 

D/W '. Data Warehouse 
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s ^ogs ^ £l] o| oj^eHE Oil A|g (Instant Messaging, 0|S> IM) <>IS*W DMI§ §Sf ^ji^r^ 0\o\\ CH»5.|f4 S# 

TlXj^ #AH # -^3fOi E|-Ol| oi^A|^|-^ &*£0{\ ^0|CK 

ttig*P o|goi|7i| d^|§ ^JS SSO| 21* 2° «^ i^JW SB 7^^£* ^fe 7|$o|| ^ ; 

S iKlnformation Technology)^ gz|-» Framework^ aHf# # £CH°}0| a S*r§ ^01^* ^ «ch 

it ^o_1o1|A-|^ jm obs.\ Front-end ^1 x|S*Kr 0|^cH0^ &CK £ m &o| CRM# fl» IT 

framework- ^ o^lH, SB, a-Ju^ ^SdH ga2^ I^^r 3§« 0|^7i| S cK 

£»■ Customer interation Application^! Web(EC technology), Voice(CTI, IVA). Delayed SVC(DM, Fax), Face to Face 
(service)^ ^0| xH«gO| ^ S^h. 

0|£it> CRM# ^Sfe S^^^. £|*|2| #^Ai g ^ 3L*A*t2\ 3§ ^u r 7 r ££ ^rM^I * 

^>-j ^ «>-°|cH| £|S ^A|y ^ ° u|=H|o|A3 ^^-Aja^i °>^Jl^h of--^ ^o|ck 

2L^o| g^UEfe ^ - ° AjXj^D^-^ H"goK>i xj^AL S ojo|| q] S || §<^0^ ^loHHjoHcK S&th A|-0|HH At-oll/ 

?flSO| &s*s|S*l e|^S»o|SS«So|^ssh^.s^#^ajs*Hao| 7hfe«HS[cK ne| 4*11 9^1 *n§=S3H# 
*H*1 7R^cK=r goiH 4B EMHSI 7« Bi-oi i^of tffl. & SfBoii s|£h = ^.3H0| opd, 

tC^Ai ^°|0i| °|sf| o°AjXJt[ H x|§ ^ 0fu|2f, Di|Ajxi# #oh Ej^oj 7 (.^eHSCh2 91^. 

»±°iO\\M^ C^to| o^|£J ^Aj^ - olo D j o|HioV 0^1 § ^^l"0i 0l#A"^o, re t urn Call# t^IS 

tfAo^ Of ~LAi Qt ^rf-JS. 
s — / x —j <=> 

oj^ DB# ^S^f7| ^sH-^Ei szdoil ^^oi- Aj^s^ Ol^oi^ic-K o|# ^1 m M ^ ^oj 

^ioH A-jti]^: z| *o^|A-l q\jmji[°\ 3S0| ^ah^)d^ 0 |# ^| *h Web-EC techonology, Voice-CT! / IVR, Delayed SVC 
DM* Fax FacetoFace-Ser V ice7^ 9l?\\ S^K S» XHS3a|, ^1^, Sl^l, a^|- ^\ 7\<2*\ ^^J°4o\\MEL § 

o|-d1, oti! 7|| §fi^ ^-^^r d'g ^r§# 7ixi DB(10l)oi| °^IH# ah ^F^^. ^o|7i| g^. 

s. ^ggoi| s|o^ pA||E-io| ^H^^ £2oi|A-1 s-^ ti|-s|- ao| Business process^oflAi aj-§ °i D/W(240)7|- ^0| £|ZL 

£ SHoll qj^H el^^l ^7-m x^^S A|^^joj| s>\mM §£§ o|-§-^ ^ ^§0| ^^£j-cK o|# ^cfi^. man; 

m^CRM^ Business Manager(230)7^ §H^£|x^A-i 7|^# E.^^ , ti^HI ^ 2 7 -4^l channel(21 0)# managed Ce 
Center(220)7F x^ah 7|-^§MI ®o\cy. 

g Z.3o\\ MS\ go| 2 7 -»S| §a^£|a^ ^^cH|Ai DI-5HI1I S^a|X^9-^ JIZho^o| g^oia^ ^S^l ^^0||Ai Call Center7[- o[i 
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m ttH ^y\^ inbound calioll cH^O} Cyber Call Center^ g!EH^ ^# e^^HS 0|o|| q ^K^ £4# 5 

^Aj □[^111 A|^FdJ OjE-i fliJO|^(A)~ O^lg -g-^ 0|Hil ^^A|^|Oi Jl^Oll Cf|^ AiOi# A|^Edj 0 |Cf. Zl£ 

£ %J-go|| £| o| a^0| u-l §^Ei(B)^ m^il IM Comm. Server(470)2^l §£§ ^^r^l^MI ^l^, S Server(4 70)^ XML* 7|*j- 
^ Protocol* ^-M?1 y A ^mm^l n^iOm^- OiM*l°| ^Tilt ^oi| Agency© o|#S-^| £jch zia|^°1 
Server(430)oj| -g Dj|A|x|# g^sp-ju^ WAP(SE^ SMS) Server(440)CH| S^S ^£ AHbj^oiliE zp| ^ 

01 7^S^| hick 

aui|3| S5CHI A-j m ^^oi| aj A |04|# ^S^r^^r ^^1 °r^t§ B&XK5tO)7|- ;n^o||;H| S L J DflA|x|g o.^ afI2 

<M*I# S S^i^PI nqSteH*l(520)ol| MtHcKAOD. *t«-|(520)£r 31^ DB (530)1- S^jSH^f 

oil ^ ^#^1 §at <2cH£cKA02). qjccH s| §£~ u^|, ah^ 7-l^xi, o^lg i£2oi| i^#^l S. 

P. 

2^§Sf c^A| A-|d-|(520)CH|A-| §a|§ protocoioil °>-^ 5H5| 0].= ^ (M Comm. M*M470)°\\ HtHcKA03). 

AiH^(540)~ Jm$\ Dj|A|x| ^Aj^^m S A^[j CH| A|xj# g^g *{ chsi Typed -N)^l Agency-1 5^ 0|# #ff] Di| A|xj# ^ 
(A04). Op|A-| j?7ho| e-mail oi|# #oj IM^^HiS # ABC^r 0| Type Agency^! host nameO| 

ABC . nextware. co . krO 1 02 , ABC# J1 ? A^\ ABC^^^r 123456780(5^ , 0} Jm°\ 

l2345678@ABC.nextware.co.krO| SCK 

Agency^- §Hfe h IM Clients c|0|c|# A[^t\\ ^ij IM Client# A^^-^ IQ^oi|?|| D{|a|x|# 3 ^ eJ-cf-(A05). ABC > 

02^oi|>i| d!|a|x|# B4°i, ABC a^x^ §s 0 | £|CH $ioio|: &ch. j2ZH^E.|xfo| ABC uj^7F 8765432l0|a 

ABC§ Agency— o| o|#^H ABC M|M£]H0{| gc*. ABC# Agency-^ ABC #afo|ojm ^^nig^ 

sj-c- ^0|cK 

^ Dj| A|X|# ^Ajgj. J2^0| ^£>|A^0| ?iCH Di|A|Z|CH| S-A]# Mi-Mi Sjoj AI-^ # ^ - ol^| ^ CK ol to] Jl^-E- ABCOj| MSI 
3EL|X(-o ( Bj^oiMI SMI-c ^ofJl, o| S-ai^ AiH-j(540)7h ^oF CFA| iH#7|(550)^ a^^W S^KA06). 

1 (550)oj| a] aj.^ 7 >^th SA^32(A07), ^^oi[7]| ^aj # gg^| Di|(A08) 0| n^S^ ^6 oil ^a|£| a|-c 

£60j|A-i ^0|, ZI^o^« E ^ DiJAlXp^^oI-^CSOl), AJ-t^oj 7^o|-A|^o|x| SE-b 7|-^°[ ^Zjo|x|# ^oj3|. 

(S02), 7\±5^\*\ ^ ^^0| d]|a|7;|^ ij-^l ai-^^^ A|7}-g- ofu[j^| ^lcKS03). o^|#^oi, > 

7feA|7> 0 | got o£j9A|0j|Ai o^ 7A | 7; j. X | 2 |.j 1 SfJl Di|A|X|o| S-Aj0| A|^}0| ^^0|7-(uf. g oxj 9A | 0|^jO|7H^ 

o|^^ "^1^^ tmo| 7fe3^x| ^^u|cf. yc^ f §j^A|^ ^;»|Ai-^ S39A|ol|A-j o^ /A[ A ^ 0 |o{| bi-gqc^' 
Dl|A|x|# 32^cH|7ii Aj^r^| ^!^K 

-y-fe^f-^^ A|^0|°4 Al- & 7F-^^ ^g-^JOl ?j-^X| ^o|3^ (S04)i AK^^joi a}^o,b|. oj^ A |7| 7] | g c[(S( 

^^7fe^ aj-^ojoI St 2iqolM| "X|^ A^g-ojo, a^,-o|| o.^^^^^^ D{jA|x|# £|a^(S05). ^^1^1 

#^1"^ "&&0\ OilotHloj^uip-- D]|A|X|5 A-)^^7i| SIQKS06). 

JI7»0i AJ-g-oi^ o^^o| SJ^, ^AjT} XHHH^ ^aj S# cc|-^7-iL.(- D]l A|X| S^^^H^. ^^0| ^i^S|^(S08), ^^0| 

¥ ^fe^^ Di|A|X|# JH^7|Ol|- St-H Til ^|CKS09). JH€[7|0i|AH C^A| AH^ 0 j|otgo| 217H 0 | °i-^X|# ^o|§^ ^AiQi^ AH 

^^a|^ ^CKS10). 



^ ^# #^01 CRM0|| S| £h 0M|§ S-^-^ 7|^0|j oi^ ^77H^o| xH^# 5E 3h-4 5|£t t ^^^K EP^H: 

g£|^ D{|A|XPF O^ o| Af ^ #0 | 7^tl" 7-|SM^|0|Ai □H^l^l V\^0\\ 0|# §£ 2^ 4L ^z|xho^ sjA| - 

^#o| 7^tH x|^- ^o|ck 

O^Ei, L1] ^^37f ^^"3^ oj^t!^ 2-30^# ^ Pi^o^ S ^ ^A|7f D^|g #^Ajo| 77hS-cH| n- 

CHS Qm^0\) ^H-Bl-Dl, 0|## CH^O^ o| 7 |^oj D ^ ( a| Xjafojl AH^^| - o. cK 
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(D ^Pi^ ei^t}^ d]| Ajxi(o|^ im)S oi-g-3|-oi g-aix^ D^ig slh^ e^I; 
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